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Abstract

‘J’hc systcm safd y sccrctary  is a val uablc mcmbm of [hc systm safety team. As downsizing
ocmrs to mc.ct ccmomic  const ra in ts ,  the ‘1’otal <Iuality  h4anap,cmc.nt  (1’<)h4) a p p r o a c h  i s
fI’C(]llC1l[]y  ~(k)])kd W’ ~ f{)~lllll]~  fOI SIJCCCSS  N)(], in some. cases, for survival. Govcmmmt
ap,cmics and ])rivatc  ill(l Llstrics  alikcarc. cau~)ht in n rapidly cllall~,  ill~,  cllviro]llllctlt.  ‘1’hc systc.m
safely community is faux] with the challcnf,c  of balancin~,  an incrczdsin,g  task load, decreasing
staff, and responsibility for a consistent, llllcc)l]l]~]ol]lisc(l  product:  safety. III meeting this
challcmpc,  ~11 available rcsol]rccs must bc fully utilimd.

As an office tcchnolocy  pmfc.wional, the secretary ’s input can bc vital to the total tcfim
approach. Witl]cl]l]~ow~crlllct~t,  tl]c. sccrctalj~ca  l~accc)ll~]~lisll  l~]all}’  safctyl~()]l-tla(  litic)llalt:~sks,
allowing the cng,inccr to better utili7c his/her Iimc and talm{s. With training and cxpcricncc,
the transition to syslcm safety ]J:ira]lrofcssi(~l]al  is aIl attainable  and ncmssary :,oal.

A six-step cxcrcisc begins the prmc.ss of including the. scc.rc(ary  as a mmbcr  of the. team.
Arcmofsystcm  safctytrail]il~  p,a]csll~,~,c.stc(l,  l]]()st (Jf\vl]icl]  rc.c]~li]cl  ~lil]i[ ll[I[l]c ff()rt[ )rltl]c])arl
[~ftllccll~,illccril]g,  staff. lil]ll)[)i~~crlllc.tlt  and ]Ioll-tla(iiti[)ilal  sccrc[ari~l  tasks arc. discllssd. ‘1’hc.
‘IQM cxmccpt  is explained, while [IIC total team a])proacl] is incmpmatcd  in all areas. ‘1’Qh4
advantages arc pre.sc.ntd.

Jet l’mpulsion laboratory (J])], ) is a \\c)ll(i-rc.tlc)\\]]c(!  scientific institution cn?,agd  in exciting,
j)lc)jc.ctsc~fg,rc;at  tcchnica]  and c)rp,anizational  sif,nificancc. ]n 1992, tl~c JI’1. lixccllti\~cC  ;c)~lI~cil
c.lnbarkcd  on the. ‘1’otal  Quality h4ana/,cn~mt  (’1’Qh4) lnitialivc  with a firm commitment to
c.lnbcxldinp,  the “1’Qh4 ai[itudcs  in [IIC diverse JI)I. culture,

Why (I[m J]’],, with a rq)u(ation for c.xccllcncc, IICCXI  ‘J’Qh4<l lWXILISC.,  just a s  g,ovcrnmcnt
ap,emcics  an(i other private. industries, wctw arc. caup,ht in a titllcofccol)ol;lic  constraint and a
ra])idly chan~,ing  e.111’i](~lllllc.llt, In order to mmt tl]iscll:illc.l]  p,c, wc too mus[ ilnpmvcand,  more
impor[ant]y,  fully [Itilim our existing rc.soul-ccs. ‘1’hc.’1Qh4  ap]jroach  a]y)]ics to{)l~c-of-a-kill(l
organizations SUCII  as J]’]., as it dots to every other af, cncy and industry smkin~j  to Inaintain  a
high standard of cxccllcncc..

‘J’Qh4 is a vital form in assurinp}  tha[, al IhoLI/I,h !I]ccxt(’]-nal  environment continues to change.,
wc will [m held in hi~,ll  rc~,ard  by oul- Cuslomcls, our com]xtitor-s  and ourselves, (Rc.f. 1)
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-What is ‘1’otal Ql]ality Mm~ap,cnIcI~t  (’1’Qh4)’?

“J’otal Quality h4anap,cmcmt (’1’Qh4) -- buzz phrase of [hc 90’s or a formu]a for smms? Volutnm
of text have bcxm writkm in an at[cmpt to dcfille the. ‘1’QM philosophy and approach. Yet, one
simp]c. definition smns to capture it all. ‘1’o[al Quality  h4anap,cmcnt is “doing  the rigjh[ things
ri~,ht.” (l<cf.  1) It is a common  smsc  atlitude, c.mbrficin~,  a total team approach, mployinr,  all
availab]c  rcsourccs to accomplish targd  tasks and f,oals while  l]laintaining  a hi~,h standard of
cxccllcncc  in cwcrything  we do.

‘1’QM, by nature, is an ongoing pmcms  of int rospcc[ion,  improve.mcmt, and chang,e.. IIy
definition, ‘1’(jhl utiliy,cs the resources of c.ach  and rvcry member of the org,aniyatima]  te.anl.
‘1’raditimal bmndarics  arc b r o k e n  as [eammatcs  beg, in [0 intcrac[, workinf, [of,dhcr  toward
commm  goals. h4ana~,cmc.tlt  hic.rarchy fdcs as wc al I b c . c o m e .  manap,cr’s  of our own
contrit~utions  to the tcdm. ‘1’hc very s[ructum of an orp,ani7a(ion chan~,cs  as the ‘1’otal Quality
Commit mc.nt takes hold.

1)0 scc.rctarics  care. about  ‘1’otal Quality  Managcmc.n(?  Om rccmt  survey indicates tha[ tky do,
At fhc 1993 l’rofcssimal  Sccrctaric,s  lnlcrnational[o  Convention in Columbus, Ohio, 66-/
scxrctarics  participate in a survey rcp,ardi]~~,  the ‘J’Qh4 concept. ‘]’hc survey indicated (hat 429
rcspodcnts  were conccrnccl  about quality in their ()]p,ai]i~ati(~]ls. A majority of rcspondcmts
indicatc41  tlwy ha(i sug,p,cslions for i lll]llol’c.tllc]lts  at the.ir workplace.s. }Iowevcr, only 97
respondents felt their s[]fy,cstions were like.ly to bc implclncntc.d.  (Ref. 2)

Can sccrctarics initiate positive chan~,c,  i m])rovc pmccxsc.s, and increase productivity y? Should
they bc included as a mcmbc.r of the. [caln? 1 hnphatically,  yes!

A qualified sccrctary is an office tcchnolosy pmfcssimal. }Idshc  js trained and cxj)cricnccd
to fully suppml the cfforls of any f,ivc.n industry. So]nc.  arc qualified by formal education, some.
by an on-the-job apprenticeship and Incntorinpj. others  have carnal the Ccrtific.d l’mfcssional
Sccrctary@O  ((;1’S)  rating, by passinp, an ]ip,orolts  series of examinations. (l<cf. 2) It is not
unusual  to find qualified sccrctalics with Collcp,c.  dq,rccs  in a varidy  of disci])]incs such fis
cn@ish,  busimss  or economics. Sorer. bccomc  ]Ia]a]>]ofrssiotlals”  in a specific arc.a in order 10
pmvidc spccialimd support scrviccs.

Yet, the qualifid  sccrdary  i s  far too of[cn i~,norcd. Abilit ies arc lll~(lclrsti[l~a[c(l  and the
secretary is typecast into an antiquate.d traditional mlc.. Skills arc. no{ utili7cd,  contributions arc
]10[ solicitc(i, and growth is not cncourap,cd, Consequently, a valuab]c  rcsourcc is was[d.

‘1’hc ‘1’otal Quality Manage.mmt approach breaks this traditional typecast. As a vit:tl  l~~cmbcr  of
the team, the qualjfid  sccrctary  con(ribulcs  his/t]cr cxj)crlisc  in a varic[y of dive]-sc, nol)-
traditimal  ways. office tc.chnolop,y skills as wc.11 as in(iivi(lual abilitirs arc rcco~,nizexl  and
Cmployc(l. A valuable, resource is rcu)vcrcd.
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]n this ma of downsizil)g, and economic cons[rainl,  [hc Systcm Safety community is faced wjth
thcchallcngcof  balancin:,  an incrc.ascd  task load,  adccrcasinp, stafl, and tl~crcsj)ol~sil)ility  for
a cmnsistcnt,  ~l!~co!~l]~rol~liscc!  j~rmtuct:  safety. Arc you utilizing  all availab!c  resources? 1s your
smrctary  a mmbm of the Systcm Safdy  team?

ldcxl]y, your organizatim  has initiald  a ‘J’ola] Qua]ily Management plan that encourages a total
tem aj~proach. } lowcvcr,  some plans arc. implcmmtc.d  by a “trickle-down” method that can
take some time to reach in(iividual areas of the orp,anizaticm. l;vcn  prq,rcssive.  multifaceted
plans  take time to fully implement. l<cp,ar(llcss  ofy()llr ()rg,atli7ati()Il' s] Jr(lg,rcss c)rcol]ll]litlllcllt,
t h e  ‘1’Qh4 a p p r o a c h  can bc cfYc.ctd in your  Systc.m Safdy  otlicc  without delay. An
organizational ‘1’QM plan is not mcntia!  to include your sccrctary as a member of the team.
“J’hcfo]lowingsix  stcpprocms  iss])ccific:illy  clcsi~,l]c.(1  fort llcSystc.l]lS  afclyCJflicc,  indc]mdcnt
of or~,aniz.atimal  g,oals  yet g,cncrically compatible. with InosI ‘1’Qh4 ]Jlans.

:ITC Six-StqJ  l’mms

“1’hc six-stcj~ procc.ss cncourag,cs  the total team approach within the Sytc.m Safety oflicc and
specifically inte.f,ratcs the se.crctary as a t~]cmbcr  of the. Systc.m Safdy  tmm, (l:i~.  1)

l:igllrc 1 ‘1’hc Six-S(~’1)  l’l-occ.ss

———

If “the sccrelary as a mcmbc] ofthc  tcan] “ is a ncw conccl)[,  the six-slq  prmc.ss will enable
ym] to accomplish this total tram al)])  Jo;ich. Not all of yo~] will k “star[in~  from scratch. ”
h4any ofhcc.s have.already rcco~,ni~ed  the. sect-cutl-y as a valua[)]c tc.ammatc..  In this rc.[:ard,  the
six-step procc.ss may help 10 identify more sub[lc  al-t’:is  of i[ll]>roi~elll~:tlt.

1 n
in

c.ithcr case, or somcwhcrc inlwtw’vcn,  y)u arc cn~oura:,txl  to usc this procms as arl’QM tool
c. flc.cting,  the total tcan~ ap])roach.
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~dcntify :1’oday’_s_Stallclarcl__Oj~cra[il!g  l’roqxiurc (S01’)

[ .1
..—.
step IIcgin at the lw~,innin~,. Quite simply, what arc ymir basic scmtarial  support needs?

1 When your Sccmtary was hirfxl there was probably a job description defining, lhc
——— position. Mos[ often, however, this dcscript  ion fmuscs on skill rcquircmcnts and not

on the specific kind of basic scxxtarial  suppor[ you ncc.d. It] Pdct, these ncds  may never have
hem clear] y established. (lftcn,  lc(l~lirclllctlts and cx]mctations  arc lcarncxl on the job, day-by-
day, task-by-task, thro@] a series of lengthy trials and crmrs. Solndimcs  it isn’t until the
pc.rformancc  review that the sccrctary learns where hc/sllc  has done. wc.11 and where he/she has
fallen short.

So, assuming, the secretary has the initial ncccssary  skills, you may
the basics. Mcd  with your sccrctary for a fcw minutes and dcvc.loj
bc similar to l;zxample  1.

——. -

IMmplc  1 llasic  Sccrc[arial Needs

● Answering tc]cphoncs  and sc]c.c[~il~~,/~()~ltil]~,  calls
● Sorting and (distributing, mail
● Typing and proofrca(linp,  reports/memos
● Kccping  an appointmcmt  calcndal
● lhoking  con fcrcncc. roolns
● h4aking  travel arran~,cmcnts
b Collecting weekly  timecards

)cgin by clearly establishing
a simple  outline which may

‘J’hmgh this brief  cxamp]c is very ~,cncric, you may alrc.ady  bc~,in  to scc how some ncds  could
bc ovcrlookcxl  if they haven ‘t bcm  clcarl y cslablishcd. l’or instance., a secretary may, naturally,
answer the tclcphom  but may not undcrs[and  hmv calls shou]d be sc.rc.cmcd or ]mssibl y rc-routed.
h4ail may bc clistributed  but no smlcd as efficiently as pmsiblc. While mos[ sccrctarics will
cvc.ntual]y identify these rcfincmcnts on their own, men the most cxlmic.need cannot  anticipate
every ncc(i.

Clear] y established basics dc.fine the mini l]lum support cffolt m]uircd. It saves time, eliminates
errors, and provides the foundfition  for future  illl]l]oi’ct]lcilts.

l(lclltify..:l’{)(lay’s  Stan(itir(i  .Opc.ratil]t,  l’rocdurc (S01’)

u

step in Slcp 1, we i(icntified  the basic secretarial suppori  ncds, c.stablishing a foundation for

2 improvement. ]Iut before wc can il]lplcmcnt any change.  wc must clcar]y rc.co~,ni~e.  how
wc operat c today. Onc way to accoln])lish  this is to outline thr. c.urrcnt standard

opcrat  in:, pmccdure. (S01’), or the paradi[’,m that ~,uidcs  us.
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‘1’hc systcm safdy  cn~,inccr (SS1 i) or system safdy  mana~,er (SSM) and the secretary should each
mmpilc  their own list of SOI’ guidc]incs  which may rcscmblc I ixample  2.

●

●

☛

●

●

●

●

●

b

b

];~filllpl~  2 ‘]’~{lay’s  Stan(]ar(l ()]~cra[inp,  l’rocc.durc  (S01 ’ )

Sccrdarial  pcrsonnc]  arc supcrvisd  by the SSh4/SSl i.

Sccrctarial  support office ]mccdurcs  arc defined by the SSM/SSl i.

All tasks arc assigned by the SSh4/SSl i.

Sccrctary  is pmvidcd information on a limitd  “nd

Only “traditional” sccrdarial  skills arc utiliml (i. c<,

to know” basis.

ty])inp,, tc.lc.phones, etc.).

Non-traditional tasks arc not assigned (i. e., composition, edit in?,, research, analysis, rcporl
compilation, presentation design, etc.).

Sccrctary hasnointcrnal  a[ltl]ority[)rcxtc]llal  signature autl]ori(y.

Sccrctary  docsnotparticipat  cin allyclasscs/sci}lillal-s/cC)rlfcl-cllccs.

SemXary attends staff/pmjcct meetings only (0 takcminutcs  or dots not at[mdat  all.

Sccrctary  is not includc(l  in project/tc.3m awards or otllcr forms of rccog,nition.

—.———_- ——. —.— — _—-—

After ym have prcpard  youeqists, mcd  tog,dhcr  briefly to combine thcm and crcxtc a final
outlincofrl’oday’s  SOI’. Whilcis will bcncccssary  tocolnpare.  your i]l]~llt, avoi(lc lcbatifl{~tllc
procedures at this time. ‘1’ry to stay focusd on the [ask, “to idmtify”,  and rcmcmbcr that you
arc coming from two different ]mints of view, perhaps usinf. two sli~,ht]y  diffmmt  paradijyns.

] )cvdq)  N]. IINIMQVCX  Standard Opcratins l’rc)cc(l(lrc  (sol’)

[.3

%]) You have established your basic nds and idmtifid the p,uidclincs by which you

3 currently operate. No doubt, at this stap,c, possiblr.  improvcn]cnts  arc bc~,innil]g  to
-- -surface.

Start by reviewing, ‘1’oday’s S01’ (1 ix. 2). 1 ivalllalc cad statement and dctcrminc the
cffcdivcmess  of the procedure. Should  (he. c~lrrcnt  oprratinpj  ])romlurc  remain the same or is
an improvement possible? ‘1’hc SSL4 and the
an i mprovd  standard opcmt i ng proccd urcs

When you have individually prcparcx]  you]
s{andard  opcrat i ng proccdu  rc..

sc.crctary should c.ach  pIcparc their own outline.  of
a s  SUF,F,CSIU1 in lixal~~l)l~  ~.

outline, meet [o{ ’,cthm to dcvc.lol) the improved
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lkamplc  3 lmpmvcd Standard Opcmting l’roccdutc

●

●

●

●

●

●

b

●

b

●

:J’f)(la.y’ sol’

Sccrclarial  pcrsonnd  am supcrvisd by
the SSM/SSI?.

Sccrclarial  support  office pmccdurcs
arc defined by the SSM/SSl;.

‘l’asks arc assigned by SSh4/SSli.

Secretary is provided information
limited “nod to know” basis.

on a

Only “traditional” secretarial skills arc
utili7d  (i. e., typing, tclcphmcs,  etc.).

Non-traditional tasks arc not assigned
(i.e., composition, editing, rcse.arch,
anal ysis, report compilation,
presentation design, etc. )

Sccrctary has no internal authority or
external signature authori[y.

Sccrctary attends staff/project mc.ctinp,s
only to take minutes or dms  not attend
at all.

Sccrctary dms  not participate. in any
classes/sc]]lil lars/co]lfcrc]lccs.

Secretary is not included in project/
twdm awards or other forms of
mcogni t ion.

●

●

b

●

●

●

●

●

●

b

1 m]mvcd  S’(]1’

I cad sccrctary supervises suppor(  stnff
and rqmrts  to the SSM/SSJl.

Office support procedures arc
rccom mended by sczrctary and
approval by SSM/SSl i.

Same

Sccrctary is include.d in applicable
overview meetings and in memo
distribution as a team mmtmr.

Sccrc.tary ’s abili(ics  arc cvaluatd  to
identify  all availab]c  rmmrccs.

Non-traditional tasks are. assip,nc.d
according to the sccrctary’s ability and
the. systcm safe.ty staff sup]mrl
rcquircmcnts.

Sccrclary  has supervisory au[hority
over the support  staff cfforl and
dclq,atd  si~, nature  authority
internally/e.xtcrnally as appmprialc.

Sccrc[ary  par[icipatcs  in all officc staff
nlcclin~)s (and olhcr mccting,s rc]atcd to
assip,  nd tasks) to Pdcilitatc reccivinp,
and rclayin:,  information.

Sc.crdary  is cncourap,cd  toattcnd
classc.s/scllli llars/cotlfclcllccs pertinent
to tasks and office (ccl] nolo?,y  skills.

Srcrdary  is rccof,nimd as a n~c.mbc.r of
the total tcal]l and is rcwardd
accord in?,] y.
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You may wish ‘to begin by comparing your outline and idcnt ifying the i mprwcd  prmdurcs you
agres  m. ‘1’his will cmoumg,c  apositivc  team approach. ‘1’hcn  identify tl]cprocdurcs  where
yoLlcl()rl't  agrcca Tl(itlcp,otiatcy(  )lll(liffcrc1lt  ]Joi[ltsofvicw(lix.”  4)

l’kal)~plc  4 Nc?,otialing  an lmprovd  S 0 1 ’

SSM’s V_i.cw:  Sc.crc[ary answers  [clc]lllotlcs(l  \l]illp,()\  ilM’ccklys[aff  meclin~,s  sosl]cwoul(in’t
bcablctoattcnd.  Currcmt S01’ must remain the. same.

Sfwc!ary_’s__VLcw: ‘1’clcphmcs could be answmd by voice mail, an ailswcring  machine or
forwarded to another office for this brief period each week. l)arlicipatim in weekly staff
mcctinp,s will eliminate the nod for rcpmting information the secretary Inay need awi enable
him/her to keep abreast of significant issues, in])ut idc.as, and plan the support  staff effort more
effcctivcl  y. Currcllt  S01’ should bc improved.

]mprovc.d  S01’: l;ollowing a discussion, the S01’ will [m revised to s[atc “Sccrctfiry  par(icipatcs
in all ofticc staff mccting,s  (and other mcc(inr,s  related to assi~, ncxl tasks) to Fdcili[atc  rmciving
and relaying in formation.” (1’hc specific pmcms of how tclcq)honcs  will k answered will bc
remlvd  in Step 4, l)lantling & 1 mplemmt ing IIl]]lrc)i’c.tll(:rlts.)

Granted, all ncgotiatims  may not k this simp]c.  1 Iowcvcr, in instances where you cannot agrez
or organ  i7.ation  policy does not currently permit lhc. optimum il]l]~rc)~’clllc.tl[,  attcm])t to rczd a
compromise. Remember, chanp,c  equals risk! Some. improvcmcn(s  may work and sol]lc,  may
require further illl])](lvc.lllcilts.

As you work throup,h this stc.p, try to avoid dcbatin:,  specific proccsm  or [asks. While. you will
ne.cxl to site examples (as shown in the “SccrcLtry’s View”, 1 {xam])lr 4), [hc.se. will [w ]nore.
specifically (icfincd in Step 4, l)lanning  & Il~~]}lcll]c.lltil~p,  ll~~l~l-ot’c.l]le[lts. At this stag,c,  examples
arc uscxi only to illustrate whc.thcr or not an improvement

Conclude  your meeting with a ncw scl of ~,uidclinc.s,
1 ‘rod urc.

]’lan & 1 mplc.me.nt  Improvmc.nts

is possible..

t h e  1 mprovd  Standard  Opc.rat in.g

L.-nStC.])
4 Now that you ‘ve dcvc.lopd  ncw opcrdt i np, p,uidclinr.sj it’s time 10 a(idrcss specific

proccssm and tasks. Where .  you have avoidd  this in prtvious stc.ps,  now you will
bq,in  to intcrprd, plan and implement slmcific illl])to~’c:lllctlts  dictatd  by your lmprovcxl  S01’
g,uidc.lines.

Rcali7.illg  that all improvements cannel bc im])lcmcntcd  il]l[llcdiatcly,  you may wish to approach
each improve.d S01’ onc at a time, as individual milcstonm  or g,oals. You may want to assig,n
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priorities and tinm schcdu]cs  for planning and inlplcmcntin~  or you may wish a less structured
approach. Whatever tactic you clmsc, it should bc onc that is comfor[ablc and realistic, enlists
input from all staff members, and assures commit mcnt 10 reach each of your 1 mprovc.d  S01’
~,oals.

Some improvements may [m rclativdy  easy to inlplclne.nt such as:

● ScOctary  participate in office s[aff lncc{in~,s  (and other mcctinp,s  rclatcxi
to assi~,ncd  tasks) to facilitate rcmivinp,  and rdaying,  information.

in this case, the Sccrctary bcp,ins attending mectinp,s as a team mmbcr,  prmmting  and rccciving
information. A(ljustnlcnts  nccdcd  to allow for the Sczrctary’s attc.ndancc  (tclcphonc  covcragc,
etc. ) should h discussed and rcsolvc(i  with little difficulty.

Other improvements may rclluirc  a little more planning,, such as:

. Office support procedures arc rcconlmcndcd  by the sccrdary  and approved
by the SSM/SSl;.

‘I”his improvement may require that the sccrctary compile a proposal if rccolnnmdd
inlprovc.mcnts  to current proccsscs (i .c., work order requests rc.qui rd on al 1 jobs to enable
prioriti7,ing assignments; implement voice mail for mch SS1 i to rcducc rc.ccptionist  duties,  etc.).
in this case, each rccollllllcll(latioll  rcq(lircs evaluation, plannin:,  and illl]~lclllclltatioll.

As you work through each lmprovcd S01’, refer of[en to the IIasic Sccrctarial  Support Ncds
established in Step 1 (Ilx. 1). ‘1’his will ensure that all basic needs continue to be met yd allow
for inlprovemcnts  in how they arc accomplished. ‘1’hc. more efficiently basic tasks and prmcsscs
arc performed, the more time will be available for additional (and, perhaps, lloll-tra(litiollal)
support tasks.

‘1’hc volume of initial improvements required will dctcrminc the cffor[ an(i time commitment
nccmsary  to meet your g,oals. h40st  of the cffor[ may, naturally, fall to the office. tcchndogy
professional, the sccrctary. 1 lowcvcr, the commitment to change must bc shard by the. entire
staff to msurc sucuss.

h40nitor  and h4casurc

[.. -..1Stc.])” As you in~plcmcnt cd] il~l]>lo~~cl~lc.1~[  it will bc. ne.cc.ssary to monitor its cffcctivcncss

5 and, if ncccssary, “dc.bup,”  the proms. Keep in mind that rcluc[ance  to change is a
natural human response. (for some c.vcn  more than others). ‘1’hcrcforc,  an evaluation

pcrid  is ]ccollllllcl]clc.(1  to allow for staff Illclnbc.rs  [0, first, adapt to ~hcchan~,cand  them make
rc.c[)tlllllcll(!atiolls  for a(ljustmcnts  to thcprmcss. llcl~ll~,~’,itl~,  a]lrt~cesst  c)oso(lrl  docs not allow
for the inlprovcnlcnt  to be fully realized. Yet, ip,noring,  ncccssary  adjustmmts  for very long, will
only waste time and frus[ratc staff mmbcrs.
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It is imporlant to note that a [otal team ap])roach can bc vi[al at this time..  Staff mmnbcrs who
have not par[icipatcd  planninp,  or have. been rcludant  [0 supporl  the 1 mprovd S01’ may have
valuab]c  input  at this sta~,c. 1 NM a “devil’s advocdtc”  can bc an assd. 1 {ncoura~)c  staff
members to hone.stly voice. ideas and conccms. 1 )ispd  any apprehension that ancP %lvcrsc
opinion will rc.suit in rctributim.  Although the SSh4 and the sccrctary should mak the final
decision  regarding any secretarial support c. fforl, wc must not lose. sig,llt of who wc arc
suppmling: the Systcm Safety cng,inccring  staff. Workine,  to~,cthc.r  as a total team should bc an
important clcmmt  of each 1 mpmve.d  S01’ f,oal.

Measuring the cffcctivcncss  of i mprovcmcnts  is somewhat su[)jcctivc  but may bc accomplish
in a varict  y of ways, A simplified approach to j ust bc aware of the inc.rcasd  tasks accom]]lishcd
by the scnctary and the additimal time availab]c  to the cng,inr.c.ring staff (Iix. 6).

-—

ILxamp]c 6 Simplifid Mcasurmc.nt  Ap])roach

Current  l’roccss: Routine,  memorandums normally writlcn in Ion?,  hand by SS1 USSh4 and
p,ivcn to [hc sccrdary  to type rc.quirc.s  :t]~]>loxiillat(:ly  30 m i n u t e . s  of
SSl YSSh4 time pm day.

J mpmvd  l’roccss: Sccrctary  compmcs and types routine I)lC.IIIC)IaII(  lLIIIIS.  SSli/SSh4  irlve.sts
approxi matd y 15 minutes pcr day to c.onvc.y  instructions, review/revise. text,
and sign the final copy.

h4cas!uI:cd
Advant  a~c.: lmprovcd  promss is a savings of 15 minutes pm day for the. SSli/SSh4.

‘1’his may bc calculated as follows:

15 minutes/day X 5 days/week X 5? weds/yt>ar = 13 hmlIs annually.

.—

Ccrlainly more sophisticated mdhods  of mcasurcmcnt  are available and may bc found in any
numbc.r of texts addrcssin~, this sul~jc.ct. “1’hc. method yell choose depends on in(iividual  nerds
and organizational require.mcnts. I lowcvcr, for mmt, the mcasu rcmcnt 01 i mprovcmcmt  should
bc evidmt  in incrmscd efficiency and dditional  sup]mrt scrviccs  avai l:iblc.

Nwmg.nition.&  l<cward

uw+ S t e p s  1 - 5  f o c u s e d  (m sccw.[arial suppor( l)t-occdurrs,  l)mucssrs an(l includin:,  tllc

6 sccrdary  as a member 01 [hc Systcm Safdy  [cam. 1 .astly, but ccltain]y  no( lc.ast  of all,
we will focus otl lhc sec. rctary ’s needs.

As a nmnbcr  of the team, [hc sccwtary should bc. rcco~, nizcd and rcwarcicd for cc~nt ribu[ions  in
lnuch the same way as the en:, inccr-inpj  staff. 1 ]owcvcr,  rucop,nit ion and rv.waI d come ill mfiy
different forms.
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1 ‘irs[l y, reward the sccrctary  will) your rcspr.ct. As an offlcc technolop,y professional, afford
your  sc.cmtary the same rcspccf that you hold for c.ach of your  cnr,inccrinp,  pcwrs. Recog,nim
that the Wim would  bc incomplete and a[ a scvcrc  disadvanta~,c without  lhc support  effort hdshc
])rovidc, s.

Second] y, acknowledp,c  the sccrc(ary as a profe.ssimal. lklcg,atc office tcchnolq,y  issues to the
sccrdary  and support his/her cxpcr[isc  and i ud~,cmct}[  in rr.so]vinp, them. 1 hnpowe.r your
sccre.tary to “do the rig,ht things ri@lt.  ” Avoid l~licro-t~lai~ap,il~~,  his/l~c.r  responsibilities and tasks.

And, thirdly, promote respect and rcqnition  (in[cmal]y as WCII as cxtc.mally)  by cxamp]c,
1 Xmonst  rate. your con fidcnm and rcspcxt by your fictions. l;x]m[  others in (he organization to
(10 the Sal)lr.,

As the total team ]cadcr, System Safety L4a1m~,c.rs  have [hr. responsibility of ensuring, that
promotions and monetary rewards arc F,rantcd to the sccre.tary as wdl  as [he. cng,inccrinf,  s[aff.
IIc prepared to nc~diatc  with uppm lllallag,cl~]cllljLls[  as you would for your safdy  cn:,incc.rs.
Kccpabmast  ofsccrctarial  salary medians, l~atio[~allya]~(lm~itl~il~  your industry. (You maywish
toassig,n  this research pr[)jcct to your sccrc[:iry.  )

Othc.r forms of rc.cog,nitim and rcwads arc uniq(lc [o each orp,aniz,ation,  Althou~,h  it may
m]uirc  a litllc creativity, ensure that the sc.crctary is includd  when rcc.op,nition and reward is
dm’ for a job wr.1] done.

~:[)llg,latlllatiolls! You’ve workd  tllrou@~ the. Six-Stc.p  l’mce.ss. An’]mproved SOI’ has lmm
dcwclopcd,  improvcmmts  arc planned and implcmcntc.d,  and you arc wcl] on yollr way toward
a more cfficimt,  more productive sllpport cffor[. ]Iut how dots the “sccrctary”  bccomc a
“Systcm  Safely Sccrctary”, a ]>ara]~lofc.ssi[)tl:~l  in the. System Safc[y Comlllunity’j

ID fi~c(, tl~c. fol]l~(la[iollf  oltllistlit llsitiol~  ll:lsal l~ii(l}~l~  ccl~l~~lilt. ‘1’hcsc.crc(ary  is nowa member
of the. team. As such, hdshc attends staff/] )rojcct mcc.(in[’,s, i s  incllldcd in al)plicab]c pmjcct
overviews and is involved in Ilotl-tla(litiotlal  tasks that intmlucc  Syslcm Safe’ty concerns. ‘1’hc.sc
very cx])cricnccs  will enable. him/l)cr to learn a :,r~’at  deal almu( (hc System Safdy  cffor( in
orp,aniz.ation.  A(l(liti()t~al  stc]~scai~ l]ctak(>.r~  tc)f~ll-tl~cltl ~c.scc1ctary's  c{l[lcati(>l~  ass[l~,p,cs[c(l  in
lixamp]c  7.

IJnlikc  legal,  mcxiical or escrow sccrctarics, a formal education  is not available to train as a
Systcm Safdy  sccrctary. f]owcvcr, with minimllm  effort rcq(lir~’d by Il]c safety cn~,inccrinr,
staff, the trdnsilion  from “sccrct;iry” 10 a “Systcm Safety Sccu:taT-y” is an attainahlc.  ~,oa].

4.1).2.10



.—

● Assist the sccrctary in compiling a glossary of acronyms co]nl]lon  to your’ or~aniza[im
and the Systcm Safety communily.

●  lixplain  frcqucnt]y  u s e d  syslcm safdy  tcrminolog,y.

● l;allliliariz,e  tl~csccrctary  with Sys[e.mS  afc[ySOI’s(i,  c,, hazard rcpor{s,  waivers, safety
surveys, de.).

●  l;llcollragc  tllcsccrctary  toaskqucstions  that lll:tyllotl~clclatc(l  t(~asl~ccific assi~,llllle[lt
or task.

-—

‘I”hc initial Six- Stc]Jl'roccss  aIlclsllg,g,c.stc(l  ]>ara])l()fc.ssi( )1lal  tlaillillp,illtcg,ratcs  your sccrctaryas
a vital member of tllc Systcm Safety [cam. ‘1’his,  in itself, has obvious advantag,cs  slich as
incremcd  staff cfficic.ncy  and prmluc[ivi[y,  and appmpria[c u[iliz,atioi~  ofall availablcmourccs,
as previous] y discusscxl. }Iowcvm,  alcssc)llviolls  a(ll’atltag,ci  salsoitlllclcllt:  motivation. What
motivates the sccrctary to work hadc.r?

‘I’hcanswcr  issimplc:  humannaturc. Sc.vcral  rcccnt s[ll(iicsall(lsllrt’cys ill(lica~c  tllatclll]~loyccs
arcmotivatd  lllorcl>yacllicvclllcl~t,  cm]mwcrmcnt, rcsponsibi]ity  andrccog,nition  than by salary
incrcmcs. Motivated mploym  tend to bc. loyal and dedicated workers. Orf,anizations  that
motivate their cmployccs have mlucd turnovc.r in s[aff. And mo[iva[ion can bc cmtap,ious!
Onccnthusimtic sccrctary can [Ilotivatct l}cctlti]ctca]l]!

‘1’hc Six-Step ]’roccss prcscntd  here. is an initial plan, a bq,inning, Your mntinucd  commitment
to ‘1’QM and the “total team approach” will, no doubt,  mult in continuous advantafys  and
rc.wards.

(kmcl usion

“I)clillgtllc.rigllt  things  right” (l<cf. l)isacotlti[l~lo~ls  ~>rocc.ss, }’(~il’vc.illcl~l(le.cl  yoursccrctary
as a member of the Syslcm Safety tcame Ye[ there is mo]”c 10 accomplish.

If your or~,anization  has not initiated a’1’o[al Quality Manap,cmcnt  plan,  cncourap)c thcm to do
so. l’crhaps,  by illl]~lclll(:ilti]l~,  tllc sug,g,cs[cd Six-Step l)roccss, othrrs  your orp,ani~.ation will
rccofyizc  your success and follow your example.

Continue to support your secretary ’s c. ffolts [0 p,row. Mcntorin~,  ])rograms, or~,anizationhl
training classes, confcrcnccs, find ])rofcssional  olp,atliz:i[iotls”  arc all avenues for continued
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ulucation  in officctcchno]ogy  as WCII as the field of Sys[cm Safety. While the mpmsibility
forpmfcssicmal  grow(h bdcmg,s  to tlmsccrdary,  your suppor( is invaluable.

la] J])la[l(l tl~c Systct~~Safcty  Socic[y forit~vitii~g  1~~cto]J1c.sct~[  this papcrat  tlliscol~ferct~cc.  As
a Systcm Safdy  Sexm[ary, you have dlowcd  Inc to participate as a member of your total tcame
1 have bem privilcgd  to bring, you a “tlo[l-tla(liti  otlal” topic which 1 sinccrdy  hope you will find
of value. 1 encourage the Society to find additional ways to include the Systcm Safc[y Sccrctary
in fulurc activities. 1 ajn also g,ratcful to .le[ l’mpulsion  1 ,ahoratory  find, particular] y, to my
Systcm Safety teammates for the unyic]din:,  support offered in this cndmwr.

1 wdcomc  your comments and concerns rc~,arding my presentation. in conclusion, 1 ur!,c you
to continue to “do the. right things right”! (l<cf. 1)

l<c.fc.rc.nce.s

1. Jet l’ropLllsion  1.a[mratory, “rl’hc. ‘1’Qh4 initiative I’lan”, JI’1, 1)-10428 3/15/93, I)]) 1.

2. “Quality  -Min(icd, “ ‘1’hc Sccrdary,  April 1993, Volume 53, No.4,  pl) 13, published
by l’mfc.ssimal  Sccrctaric.s  ll~tcrnationalOO,  Kansas City, h40. l’rofcssional  Sc.crdaric.s
lntcrnational@O and Calificd ]’mfcssionfil  Sc.crctaryCO arc registered marks, tradcmal”ks
and service marks of l’rofessional  Sccrctarics lntcrnationalaO.
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